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With the development of economy and society, enterprises compete increasingly 
in the market. The trend of product homogenization has become evident. For seeking 
competitive advantage in the fierce market, the study of customer service satisfaction 
has become necessary and urgent. 
In recent years, telecommunications industry has been booming, the service 
quality of telecommunications industry has become focus of media and consumer. 
Complaints of related services has been hot issues. So this article focuses on 
analyzing customer satisfaction with maintaining broadband services in 
telecommunications industry. At the time, this paper study the method to establish an 
effective measure index system and customer satisfaction model of broadband service. 
In customer satisfaction research, this paper uses the structural equation 
modeling to study customer satisfaction model. We use PLS algorithm (Partial Least 
Squares)to estimate Parameter in model customer satisfaction model, which are the 
score of Latent Variable and Path coefficient. In order to researching relationship with 
different variables in customer satisfaction model, Path Analysis Method is applied in 
this paper. 
Subsequently, the above method is applied to broadband service customer 
satisfaction study as a case. According to actual operation of broadband service, this 
paper provides useful suggestions based on the experimental results for improving 
service quality for telecom enterprises. 
 


















第一章 绪论.............................................................................................. 1 
1.1 选题背景 .............................................................................................................1 
1.2 研究的目的及意义 .............................................................................................2 
1.2.1 宽带维修客户满意度研究目的 ..................................................................2 
1.2.2 宽带维修客户满意度研究意义 ..................................................................3 
1.3 国内外研究现状 .................................................................................................4 
1.3.1 国外发展情况 ..............................................................................................5 
1.3.2 国内发展情况 ............................................................................................ 11 
1.4 主要研究内容与创新点...................................................................................13 
1.5 本文的章节安排 ...............................................................................................13 
第二章 客户满意度概述 ....................................................................... 15 
2.1 客户满意度的概念 ...........................................................................................15 
2.2 客户满意度形成理论 .......................................................................................15 
2.2.1 “期望不一致”理论 ................................................................................15 
2.2.2 “绩效”理论 ............................................................................................17 
2.2.3 “客户消费经历比较”理论 ....................................................................18 
2.2.4 “客户满足需求程度”理论 ....................................................................18 
2.2.5 “欲望满足——期望一致”理论 ............................................................19 
2.3 典型客户满意度分析模型...............................................................................19 
2.3.1 四分图模型 ................................................................................................19 
2.3.2 KANO 模型 .................................................................................................21 
2.3.3 层次分析法模型 ........................................................................................23 
2.3.4 缺口模型 ....................................................................................................24 
第三章 结构方程模型 ........................................................................... 27 
3.1 结构方程的基本结构 .......................................................................................27 
3.1.1 测量模型 ....................................................................................................28 















3.2 结构方程的优点 ...............................................................................................29 
3.3 结构方程模型参数估计方法...........................................................................30 
3.3.1 最大似然估计法 ........................................................................................30 
3.3.2 PLS 偏最小二乘法......................................................................................32 
3.4 结构方程模型分析方法...................................................................................35 
3.4.1 路径分析 ....................................................................................................35 
第四章 结构方程运用实例 ................................................................... 37 
4.1 宽带维修满意度模型的构建...........................................................................37 
4.1.1 潜变量的确定 ................................................................................................37 
4.1.2 宽带维修满意度指标体系说明 ................................................................38 
4.2 宽带维修满意度模型设计...............................................................................40 
4.2.1 结构方程表达式 ........................................................................................40 
4.2.2 PLS 结构方程模型分析方法......................................................................44 
4.2.3 PLS 结构方程分析法中潜变量的估计......................................................46 
4.2.4 内部模型的参数估计 ................................................................................48 
第五章 结果与分析 ............................................................................... 49 
5.1 宽带维修满意度求解结果...............................................................................49 
5.1.1 各变量得分及参数结果 ............................................................................49 
5.1.2 测量模型及结构模型方程组 ....................................................................51 
5.2 分析 ...................................................................................................................52 
5.2.1 显变量得分分析 ........................................................................................52 
5.2.2 潜变量得分分析 ........................................................................................53 
5.2.3 路径系数分析 ............................................................................................54 
5.2.4 负载系数分析 ............................................................................................56 
第六章 结论与展望 ............................................................................... 59 
参 考 文 献............................................................................................ 60 

















Chapter 1 Introduction………………………………………………..1 
1.1 Background of the Task………………………………………………………1 
1.2 Rese Purpose and Significance………………………………………………2 
1.2.1 Purpose……………………………………………………………………2 
1.2.2 Signification………………………………………………………………3 
1.3 Research at Home and Abroad………………………………………………4 
1.3.1 Abroad Developments………………………………………………………5 
1.3.2 Domestic Developments…………………………………………………11 
1.4 Research Content and Innovation…………………………………………13 
1.5 Arrangement of the Chapters………………………………………………13 
Chapter 2 Overview of Customer Satisfaction………………………15 
2.1 The Concept of Customer Satisfaction………………………………………15 
2.2 Theories of the Formation of Customer Satisfaction………………………15 
2.2.1 Expectation Disconfirmation Theory……………………………………15 
2.2.2 Performance Theory………………………………………………………17 
2.2.3 Comparison of Consumer Experience Theory……………………………18 
2.2.4 Customers To Meet The Requirements Degree Theory…………………18 
2.2.5 Desire To Meet-Expectations Comfirmation Theory……………………19 
2.3 Typical Customer Satisfaction Model………………………………………19 
2.3.1 The Quadrant Diagram Model……………………………………………19 
2.3.2 KANO Model……………………………………………………………21 
2.3.3 AHP Model………………………………………………………………23 
2.3.4. Gap Model………………………………………………………………24 
Chapter 3 Structure Equation Modeling……………………………27 
3.1 The Structure of Structure Equation Modeling……………………………27 















3.1.2 Structure Model……………………………………………………………28 
3.2 The Advantages of Structural Equation Modeling…………………………29 
3.3 Parameter Estimation Method of Structural Equation Modeling………30 
3.3.1 Maximum Likelihood……………………………………………………30 
3.3.2 Partial Least Square………………………………………………………32 
3.4 Analysis Method of Structural Equation Modeling………………………35 
3.4.1 Path Analysis………………………………………………………………35 
Chapter 4 Examples of Structural Equation Modeling………………37 
4.1 The Construction of Broadband Service Satisfaction Model………………37 
4.1.1 Determination of Latent Variable…………………………………………37 
4.1.2 Description of Broadband Service Satisfaction Index……………………38 
4.2 Design of Broadband Service Satisfaction Model…………………………40 
4.2.1 The Expression of Structural Equation……………………………………40 
4.2.2 Analysis Method of PLS Structural Equation Model……………………44 
4.2.3 Latent Variable Estimation………………………………………………46 
4.2.4 Parameter Estimation of Internal Model…………………………………48 
Chapter 5 Results and Analysis……………………………………………49 
5.1 Results…………………………………………………………………………49 
5.1.1 The results of Variable Scores and Parameter Estimation…………………49 
5.1.2 Measurement Model and Structural Model Equations……………………51 
5.2 Analysis………………………………………………………………………52 
5.2.1 Analysis of Measured Variables Scores……………………………………52 
5.2.2 Analysis of Latent Variable Scores………………………………………53 
5.2.3 Analysis of Path Coefficient………………………………………………54 
5.2.4 Analysis of Load Factor…………………………………………………56 

































































































































































































早在 1989 年就建立起了客户满意度模型，如图 1-1 所示，用于测定国内 31 个工
































概念，但直到 1994 年才真正建立了称为 ACSI 的满意度指数模型，如图 1-2 所示。
该指数分为全国、7 个行业或经济类别、40 个行业、203 家公司或机构等 4 个层
次。测评管理工作由全美质量协会、密歇根大学工商学院和安德森咨询公司等共
同负责，每年对 5 万名消费者进行电话访问，由密歇根大学的统计学家用 6 个不
同的质量指数对调查结果进行测评；用百分数对 200 家企业或政府服务机构进行
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